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DETAILED ACTION 
Response to Arguments 

1 . Applicant's arguments, see Amendment, filed 10-16-07, with respect to the rejection(s) 
of claim(s) 17-20 have been fully considered and are persuasive. Therefore, the rejection has 
been withdrawn. However, upon further consideration, a new ground(s) of rejection is made. 
Please see the rejection(s) below. 

2. Applicant's arguments with respect to claims 1-16 have been considered but are moot in 
view of the new ground(s) of rejection. 

Claim Rejections - 35 USC § 112 

3. The following is a quotation of the second paragraph of 35 U.S.C. 112: 

The specification shall conclude with one or more claims particularly pointing out and distinctly claiming the 
subject matter which the applicant regards as his invention. 

4. Claims 1 1 and 12 recite the limitation "the first response". There is insufficient 
antecedent basis for this limitation in these claims. 

Claim Rejections - 35 USC § 102 

5. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public use or on 
sale in this country, more than one year prior to the date of application for patent in the United States. 

6. Claims 1-12, 17, and 18 are rejected under 35 U.S.C. 102(b) as being anticipated by U.S. 
Pat. No. 6,167,255 by Kennedy III et al, hereinafter Kennedy. 

Regarding claim 1, Kennedy discloses a system (Fig. 1; Fig. 5) for processing user 
inquiries (col. 3, line 59 - col. 4, line 5), the system comprising: 
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a global knowledge database (Fig. 1 : 98; Fig. 5: 360, 362) including a plurality of responses 
corresponding to a plurality of user inquiries (col. 13, lines 9-27; col. 22, lines 35-63); 
a first response system (Fig. 5: 354, 356) in communication with the global knowledge database, 
the first response system configured to provide a first response to a first user inquiry using a 
response included in the global knowledge database, the first response system being of a first 
type of response system (i.e. live-agent response system) (col. 12, lines 13-22; col. 16, lines 55- 
58; col. 17, lines 21-28; col. 28, lines 3-19); 

a second response system (Fig. 5, 358) in communication with the global knowledge database 
(Fig. 1: 98; Fig. 5: 360, 362), the first response system configured to provide a second response 
to a second user inquiry using a response included in the global knowledge database, the second 
response system being of a second type of response system (i.e. automated response system) 
(col. 12, lines 13-22; col. 16, lines 52-55; col. 17, lines 21-28; col. 22, lines 24-34; col. 28, lines 
3-19); and 

an analysis database (Fig. 1, 84) configured to store indications of responses provided by the first 

response system and the second response system (col. 5, lines 22-39); and 

a report generator (Fig. 1, 84) configured to generate a report using the stored indications of the 

response provided by the first response system and the second response system (col. 5, lines 22- 

39). 

Regarding claim 2, see col. 12, lines 13-22; col. 16, lines 55-58; col. 17, lines 21-28; col. 
28, lines 3-19. 

Regarding claim 3, see col. 12, lines 13-22; col. 16, lines 55-58; col. 17, lines 21-28; col. 
28, lines 3-19; Fig. 5,354. 
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Regarding claim 4, see col. 16, lines 52-55; col. 17, lines 21-28; col. 22, lines 24-34; col. 
28, lines 3-19. 

Regarding claim 5, see col. 8, lines 48-62; col. 1 1, lines 30-50; col. 12, lines 1-35; Fig. 1, 

122. 

Regarding claim 6, see col. 12, lines 13-22; col. 16, lines 55-58; col. 17, lines 21-28; col. 
28, lines 3-19. 

Regarding claim 7, see col. 17, lines 21-28; col. 22, lines 24-34; col. 28, lines 3-19. 
Regarding claim 8, see col. 13, lines 9-28; col. 22, lines 24-63. 
Regarding claim 9, see col. 17, lines 21-28; col. 22, lines 24-63. 
Regarding claim 10, see col. 12, lines 13-22; col. 16, lines 52-58; col. 17, lines 21-28; 
col. 22, lines 24-34; col. 28, lines 3-19. 

Regarding claim 1 1, see col. 5, lines 22-39. 
Regarding claim 12, see col. 5, lines 22-39. 

Regarding claim 17, Kennedy discloses a system (Fig. 1; Fig. 5) for processing user 
inquiries (col. 3, line 59 - col. 4, line 5), the system comprising: a first response system (Fig. 5: 
354, 356) configured to provide a first response to a first user inquiry, the first response system 
being of a first type of response system (i.e. live-agent response system) (col. 12, lines 13-22; 
col. 16, lines 55-58; col. 17, lines 21-28; col. 28, lines 3-19); 

a second response system (Fig. 5, 358) configured to provide a second response to a second user 
inquiry, the second response system being of a second type of response system (i.e. automated 
response system) (col. 12, lines 13-22; col. 16, lines 52-55; col. 17, lines 21-28; col. 22, lines 24- 
34; col. 28, lines 3-19); a global knowledge database (Fig. 1: 98; Fig. 5: 360, 362) configured to 
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communicate with the first response system and the second response system (col. 13, lines 9-27; 
col. 22, lines 24-63); 

an analysis database (Fig. 1, 84) configured to store indications of responses provided by the first 

response system and the second response system (col. 5, lines 22-39); and 

a report generator (Fig. 1, 84) configured to generate a report using the stored indications of the 

response provided by the first response system and the second response system (col. 5, lines 22- 

39). 

Regarding claim 18, the system of claim 17, wherein Kennedy discloses the second 
response system comprises an automated response system (Fig. 5, 358) operable to communicate 
with the global knowledge database (Fig. 1, 198; Fig. 5: 362, 124, 360) independent of the first 
response system (Fig. 5: 354, 356), and wherein the first response system comprises a live agent 
response system (col. 22, lines 24-63). 

Claim Rejections - 35 USC § 102 

7. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by another filed 
in the United States before the invention by the applicant for patent or (2) a patent granted on an application for 
patent by another filed in the United States before the invention by the applicant for patent, except that an 
international application filed under the treaty defined in section 351(a) shall have the effects for purposes of this 
subsection of an application filed in the United States only if the international application designated the United 
States and was published under Article 21(2) of such treaty in the English language. 

8. Claims 13-16 are rejected under 35 U.S.C. 102(e) as being anticipated by U.S. Pat. Appl. 
Publ. No. 2004/0088167 by Sartini. 

Regarding claim 13, Sartini discloses a method for managing user inquiries (section 
0034-0037), the method comprising: 
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receiving an inquiry from a user (section 0034-0037); 

retrieving a response to the user inquiry from a global knowledge system (Fig. 1, 130; section 
0036-0037); 

providing the response to the user with a response system (Fig. 1, 100); 

storing an indication of the response in an analysis database (section 0039-0040); 

storing an indication of the response system in the analysis database (Fig. 1 : 150; section 0039- 

0040); and generating a report using the indication of the response and the indication of the 

response system (section 0040-0041); wherein said report comprises an illustration of responses 

organized into a plurality of categories, and wherein selection of a category of responses from 

said plurality of categories causes a display of linked additional data (section 0041-0046). 

Regarding claim 14, see section 0041-0046. 

Regarding claim 15, see section 0041-0046. 

Regarding claim 16, see section 0039-0040. 

Claim Rejections - 35 USC § 103 

9. The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 

10. Claims 19 and 20 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Kennedy as applied to claim 17 above, and further in view of Sartini. 

Regarding claim 19, the system of claim 18, wherein Kennedy does not disclose the 
report comprises an overlaid contact graph. 
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Sartini discloses a system (Fig. 1,10) for processing user inquiries (section 0034-0037), 
the system comprising: 

a global knowledge database (Fig. 1, 130) including a plurality of responses corresponding to a 
plurality of user inquiries (section 0036-0037); 

a second response system (Fig. 1, 100) in communication with the global knowledge database, 
the second response system configured to provide a second response to a second user inquiry 
using a response included in the global knowledge database (Fig. 1, 130), the second response 
system being of a second type of response system (i.e. automated response system) (section 
0034-0037); 

an analysis database (Fig. 1 : 150) configured to store indications of responses provided by the 
second response system (section 0039-0040); and 

a report generator (Fig. 1, 230) configured to generate a report using the stored indications of the 
response provided by the second response system (section 0040-0041). 

Sartini discloses the report comprises an overlaid contact graph, and wherein said 
overlaid contact graph comprises a plurality of shapes, and wherein the dimensions of the 
plurality of shapes are determined by data retrieved from the analysis database (section 0041- 
00463). 

It would have been obvious to one of ordinary skill in the art at the time the invention 
was made to modify the system of Kennedy to include an overlaid contact graph as taught by 
Sartini. One of ordinary skill in the art would have been lead to make such a modification to 
visually show related data and information regarding the user inquiries in order for a user to 
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analyze the responses received from the response system and to address problems that arise from 
the response system. 

Regarding claim 20, the system of claim 19, wherein Sartini discloses said report 
comprises an illustration of responses organized into a plurality of categories, and wherein 
selection of a category of responses from said plurality of categories causes a display of linked 
additional data (section 0044; 0053). 

Conclusion 

1 1 . The prior art made of record and not relied upon is considered pertinent to applicant's 
disclosure. See PTO-892 Form. 

12. Any response to this action should be mailed to: 

Commissioner for Patents 
P.O. Box 1450 
Alexandria, VA 22313-1450 

Or faxed to: 

(571) 273-8300 (for formal communications intended for entry) 

Or call: 

(571) 272-2600 (for customer service assistance) 
Any inquiry concerning this communication or earlier communications from the 

examiner should be directed to Lisa Hashem whose telephone number is (571) 272-7542. The 

examiner can normally be reached on M-F 8:30-5:30. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 

supervisor, Fan Tsang can be reached on (571) 272-7547. Any inquiry of a general nature or 
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relating to the status of this application or proceeding should be directed to the Group 
receptionist whose telephone number is (571) 272-2600. 

1 3 . Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). 
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January 7, 2008 



